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I'Villlam H. Blerrel, Peppardine UnÌverclty, Malibu, Cqlifornia USAl)arrol J. stnnloy, .Pcppcrdinc uníversit¡r, Malibu, crlifornlr uñA
Íuslomer sotislaction hqi bcco¡nc .r wl
l-'omponíes that ¡trovide prø¡lu<* and iet
ñuppart ar?ar.- The re¡ults clcarly indicate thol compqn
lhe use of thcìr teîoilrlccs añ(t iø adjt+tf thcir servlce
ez¡eelotiow,
(t) TNTRODUCTTON
Companic+ th*t provido servicc world-wide urnnt tû rru¡n
n lcvel of cuçtÖnrer sûtiuflction lhÉt nìeÊtË or ercceds th
cuctomor satisfi¡+t
curüofü€r loyalty.
pruduct uuril the
as*urç çusÛomcr laplry,
(II) THE STUDY
olr) THE $TUDY ANÞ CROSS.CULTURAL
CUSÎOMER SATISFACTON ISSUES
di¡cus¡cd c. Clloballz¿tiofl it{elf is n conçlex rndon'.integr enco ãcrod!¡ large.qoction¡ otrhe world-bking on
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Vosr rcpoced lh:tt cross-cul¡¡ral cusk¡ruËr.r tÞud fo respond ditïerently to poor ñçrvice ÉncùuñtÈrs baserJ on cultur¡l
norrns. l3f Raojprrot repofiÊ,.t thc irnpast ul-Íhc pcrronill velue system, nati+ntl autntrc orientation. and cus¡omef
çontcxt variablcs hi¡vc pn how cu¡to¡¡¡rru usrign thc importancc oflwi:ighu to thc dimsr¡ions of qualiry, [4J
Ttc prrr¡row ol'lhis scctiou is ro orth¡¡uwlcdge thst måny bçlicve rhat an], çu$lüFçr satisfailisn $rudy açrors culturee
musl rccognizc tlt+ potent¡al cxi¡tcncc uf tl¡is p¡oblcm. ,fhir paprr rnake¡ the ossumFt¡on that with regards to fiçltl
sËruice, dÈpot rçpair, nnd help desk uupport crars-cultur:tl differsrces in perception will not unduþbins the rcsulu.
(IV) KEy ^d.SSuMpTloNS ArvD TTTEIR LÁI'IONÂLE
shrdy rrn.t thal ucrvicc lcvels pnrvidcd by elch of the companies em cborrr the sume
F¿ch of thc oouprníË¡ usËE e Sewice Level Agrcr:mÊnt (SLA) to define rho
hrrs gcucrally itnplcmcntal tlrcuc ctrvicq perførnance pcrurneteru consietontly in
cuch uountry. f)ne point ro considcr ie th¡¡t cvcn if thc $srvice mefrics in the St,As are signiiicarrtly cliffcrtnt in euch
oourilryÌ ['l¡r¡uç rliffcrcnçc$ may. ûr mûy not, havç a rigrúliuunl ell'wt on lhc cl¡qromsr{ pcrception of thc sctvicc
providcd.
the mtio¡rolc fnr this primary uusum¡rtion of siail¡r ccrvicc lçvcls fol ercl¡ çomprury i¡r cuch çounlry i* based on thc
following ûspgr¡te of thc rcseqrçh:
l. The somç comprmioe orc p,toviding tcrvicc in coch çf thc ueulrlriÈs. l'hus, urruh inrtividual
_ 
atrffipcny it controlling the levcl of scn'jcc in cvcry çr)utìlty,2. Thc same or similûr induçbics arc ínclsded in thc stuay. Each cùnrparìy luru prurJucru of
rpproximotcly the mmc lcvcl of corçlcxily.l- 'l'hc tx¡ct satrre lnÉgsufËrncnt dystcm hqq bcen usd to mËilsr¡rç çugtomçr satisfaçiion fi¡r ¡lll ¿hrcc
companiet.
4. 'l'hÊ t¡¡ms EurvcJ¡ çot'Urany hru tukon Èll thc me¿$uÌsrnËñls,
fl¡) DISCUS'-q|0N 0F DA'r.A
r¡ $r¡¡vËy câmpany wih world-n'ide offisr+ hcr(lquartrred
consistçnt suript to rninimizg language tliflÈrcnces. Thc
to Servicc tlû(} snd was not under tlrc conüol of Scrvice
wtr thç lot¡l of nll servioê avunt$ lbr those compnnies so
icc 800 is ¡ volid stûlistirû¡ pnrbuþili¡y símple.
AII of thÇ dah for thít rtudy wsS rrtripped of oily compuny irlonrific¡tion- Thtrç $,Ír$ no idcntific¡rion by whi+h rhcindividuol comFany {ilruld hc recogniæ¿. tfic slmple'thni wus wed for this study iri brnken d+w,r ¡,s fotlows:
Chinir
Indin
Japan
'l'otalSample
sinoc ull thc dats collocled is orr{inal, ths usç o ¡rtcct diffErenses is nof stutisric;rlly ralid
und wos not r.rscd. Tlrq_prifiary sftt¡slic$J tËrt is thÈ Chi-Uquilrç tGst for consietünCy tO
dc(cct rhc signíficonce of thc dÍffcrcncç l¡$fwçr¡r
Whilc thcrc wcf$ úèvcrul qucstions o¡r thç su¡lÈy tl¡ut uuuld bç uucd in thg rcsearch lo dctect dilhrsncçs, theque$tion that wa"r uccd rnÈasurËs Crvcmll stticlhçtion, ]'hus, the chi-squme SÞt¡$t¡ç is tçs¡i¡g to dËterming il- th€
sçorËs notË(l l'or ovcr¡ll satiefûction for one sr)untry urc rliffcrent when comp:ued to llre other crjuntries.
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ryI) CËART'SCALES
The vetical scole on the hístogram chart fnr ovemll sâtkf:ûc,tiôrt f¿?resËors ths -f-pûint Likcn scole used in rhc
$urvey. The sc¡le in anchoreri ns follows:
Very dissatisfied
UH¿rruhurcd
IJnanchored
Unnnchored
Vcry Satisffed.
Thç rcalen on thË orhcr chnfts arepcrrcntågs$.
(vtt) REsutrs
'l he nvcrage Srrutlaction datt is rhnwn on the chan below.
Avenge Sati¡fa ction Scoles
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FÍgurc I
From thls clurt, Figuru l, China has ftç highest qvçrlÊs satisfaction Por ficld .rcrvice- Japan has thc highert fiversge
stli$firÊtim for tlepot rcpair ud help denk. Thc followingchans ìndiante dre perceutogc of high scorcf (j'i) ând low
scurc* ( I 's) tirr thc r¡res countrie¡.
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Percent 5's
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r rþü åEdicr
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t tÈþODilr
lÁd¡
I'igure 2
À r¡:vicw of Figrua Z ifl4ic¡tcs ù¡nt Cïinq ruceivod thÈ h¡ghelt pçrêêntÊge of 5-'s. fg ficld scn ice' lntli¡ hs6 the
irighcst pcrccnrlþ of 5's f,or clcçot rupair rurd loprn hu* thc hlghest pcrcËnirgc ol5'g for hclp <ltrak.
Clrina.ç difTcrÊncc for frc¡l sefficç is stntiËdcnlty sigrrific*nr ot ths 5% levcl. ln addilion, lndia's low pøccrrtagc of
5'c iri slÍtlstiaally uignifiçqrnly diffcrarrt thun Çhine nnd Jopim rt the 5% levol-
l+igrrrc 3 bclow lËprrscnr$ thê porceílsgp ol-crgtonrcr¡ that Sçored thu coah .selvics Ë^r YËry di¡satisfictl'
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Flgrrrc 3
Indiu scorcd the highwt pêrceutãEp of ur¡ulolneru who wsrÊ vçrï disentisliêd with dopol rcpair but h$d no clrstomcrÉ
who scored very dlsrntisfred for hetp desk sçrr'iur. Chin¡ had the highcst penr:cnlnge of custÞfÍerß who wcrc very
úisnatirficrt with thÊir hclp rlcek sen icc-
hdàChin¡
(vilr) sulvIM/\RY AND CONCLUSI()NS
The thllowirrg conclrr*ion¡r and intþrunçr¡s rrc suggcstcd. Whilc it lnoy huvc bc_ït ltpFirgtt lhst thffe would be
cuhurnl diffErinccs from one ç{runfty to onothcr, this shrdy h¡s becn able to qüonrily the diÈettnce.c- ¡t cnn now bc
concludeçl that when examining the inpuct of customur Ê,stisfÊçtioû, it is nscç$sary fo açGount lbr tht cultuns Òf thÊ
indivitlual cour¡try.
I
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'fhcrc arç a ¡rurnbcr of possibla ndditionul srudicp t(ì c(rrtsidÈr. 'l'lrr: firllowing list leprescnt$ some possibilitics that
would expand our undprstanding uf thc cultural inrplicntions $r¡Th il frnËr granulur ¡r¡rulysi¡:
Continuc to analyræ the survey informntion ttrr each ol- thc uourrtriçs. Thcrc urÈ 9 additional
r¡uurtiurr$ that will pruvidr rlruru upwilir: dcfuil lur çilch r.rf tltç sÇrviccs,
Within thE ncxi l2 monthr, thcre will hs datå for fnur ycuru whiuh will allow pousible longitudinal
u(uriicr.
Continw to erpand the resetrch to include oiher AEiÊn counl,ricu $uclr ac Korc¡ ¡nd Tliw¡n.
ExpunrJ thc uralysis to dctcrminc thc v¡rrinbles ll¡nt rnost inrpact thc thrcê sËrvicr¡$.
'l'hie sm<ly lt*s ptoven to he vcry vahl¡ble thr the t'ollawirrg reå¡¡ong
Since, all qrrestionr were çxactly thc s4nlç (within tranclåtiotl tliftÞrences),
And, nll the sù$les wère tlË sûmË ofld identicnlly definul,
Ald, thc eame people collected sll the df,ta,
An{ all thc cornpanic+ in thë $qrvËy h¡ve similnr equþment (in tsrms otscrvise óömplex¡ty),
¡\nd" atl companics have very simil¡¡ $çrvict luvËt $greËmetrts.
't-h¿n this reserrch hß bËen al¡le to signiticantly rcduct the number of lhctors tlrat could ínfluçncq
or bi¡s thÉ deltr.
Ëlecnuçc tro many façtor:l wcrt controlkxl in this survÈy, cotnpnnies in the hig,lr technalobry nectcr in thesç crluntries
csn bëgitr to understsnd that tþçy should not expçct crl.,rtorner sâlisfh{:tioû dntn to be consistcnt from one country to
another nnd the SL¡\ fbr each country mty need to be adjustcd tor th+ cultural inflrrenc'e. Thæe results rnny leul
higb technology companics to consider wciglrting the scores differently liom each coufltry nr chmging tlreir $I-A¡
because the.performancc lcvqls may have dilferent meaningg in diffcrcnt culnues,
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